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As per the lifeline exercise, the following picture emerges which is presented in the form of a table here.
	Age range
	High points
	Low points

	10 – 15 years
	Studied in a good school. Developed keen interest in reading.
	My self-confidence level was not very high.

	16 – 20 years
	Got admitted to a good college. Developed interested in sports
	Struggled with making new friends, though sports and other group activities helped me in overcoming this struggle to a great degree

	20 – 25 years
	Got my first job and became independent
	Change affected my schedule

	26 – 30 years
	Got promoted
	Work took more of my time

	Above 30 years
	Looking forward to personal and professional growth
	To achieve my goals, I have to focus on work. That means I can spend less time to pursue my hobbies



I have had some experience as a customer service representative, which is why I have decided to go into the customer support department. The role in the Transport for London Company is supposed to get me to the next stage of my career. This role play allowed me to see the strengths and weaknesses in my resume and it also helped me recognize my potential in the job market. One of the benefits of having this role play was that it was an opportunity for self-reflection (Perusso et al., 2020). While I have had good communication skills, it has not always been that way. I have taken up initiatives to improve my communication skills, which will help me in the position of customer support. I have also applied for this role because of my motivation to work with people. In my development, I have improved quite a lot. While I was previously shy with people and would never have taken up a customer services job, I am now more confident and have decided that it is the right role for me. My personal skills development included a lot of focus on effective communication. I realized that most roles nowadays are reliant on good communication skills. I also realized the potential that better communication skills would give me in the job market. The other aspects of personal development that I focused on was my general knowledge. Having more knowledge and the ability to converse with strangers is one of the main areas of personal development. This was also in line with my self-career development and has helped me in this role play scenario. While I am still inexperienced when it comes to the work environment, I have taken steps to improve my skills, which will be helpful in my future job aspirations. 
Usually role play helps in identifying many of the key strengths and weaknesses with regards to technical expertise and my preparation for entering the job market (Dahl et al., 2018). As an interviewer I realized that there is a lot to management when looking at a new employee. Firstly, it is important to realize that the focus of the interview should not be on personal background of the employee but rather it should focus on their professional aspirations and skill. I realized the importance of looking at the different job requirements and asking strategic questions to see whether the potential employee possess the skill required for the job. This also made me realize that I had a lacking in assessing people based on their potential skills and would often go off topic. However, with a key set of questions, I was able to remain to the point, this showed the importance of planning and preparing for an interview. Even though I was the interviewer, having an effective plan was what made the interview much easier. Without preparing the set of questions, I would be clueless on how to assess the interviewee and decide whether they were qualified to be in the position or not. During the interview, I also realized that I had to look at whether the employee had the right skills along with their behaviour and confidence. As a manager, one should look at communications ability of employees as well as their preparedness in dealing with difficult questions (Petronio and Child, 2020). However, the hardest part of the interview is to keep it to the point and not wander off in the discussion on certain questions (Jones, 2020). 
As an interviewee, I realized that I had to look at the skills required for the job and assess whether I was fit for the position or not. As I was planning for the position of customer support, it was essential that I looked at the skills required by a customer support person. These often include communication skills and the ability to deal with pressure. It also required significant soft skills such as handling angry customers or working under pressure situations. I also realized the importance of preparing for an interview. Having knowledge of a company is one of the most important factors when it comes to interviews. Studies have shown that employees who do research on the company that they are applying to are more likely to land the job (Novak, 2017). This often shows that one is genuinely prepared and interested in the role, which could be an indication as to how long one would stay in that company. One of the challenges that I faced as an interviewee during the interview was the issue of communication. Having effective communication skills is important to be successful in any interview. While I was eager to speak and give answers to questions, I was not that sharp at listening. This might have affected the interview process. Listening is just as important for the interviewer as the interviewee, which is why improving listening skills is a key advantage in the job market. 
[bookmark: _Toc80976701]Self-evaluation review 
When it comes to career aspirations, I try to keep myself motivated by focusing on long term goals. I know that I want to be in management in a few years, which is why I continue to work hard and develop my skills. Without motivation, it is very difficult to perform efficiently. Studies have shown that motivation and productivity are interlinked. Employees who are more motivated on the job are also more likely to receive promotions (Lorincova et al., 2019). Therefore, I remind myself of daily, weekly, monthly and yearly goals as this helps me stay motivated. I also continue to improve my skills through formal learning and by picking up tips from my seniors. I have a learning style that relies on visual learning, which means that I learn by watching and observing. I also try and maintain a positive and professional attitude, especially when workplace problems arise. Maintaining a degree of professionalism is an important part of ensuring success in the workplace. 
My personal development planning involves analysis of my current position and skills and where I aspire to be. This process relies on knowing which skills are required for a specific position and looking at what aspects of these skills need to be improved. In doing a personal WOT analysis, I looked at the aspects that I needed to improve and those that I could rely on in terms of professional skills. 
Strengths 
· Good communication skills 
· Fast learner 
· Perseverance and motivation 
· Ability to adapt
Weaknesses 
· Lack of technical expertise
· Lack of experience
· Lack of creativity 
Opportunities 
· High demand in customer support jobs 
· New companies forming over the UK 
· Investments in transportation opening up new job opportunities
Threats
· More qualified candidates 
· Rapid changes in job requires due to technology 
· Automated customer support 
By looking at my SWOT analysis, it is clear that there are many opportunities in my field. However, I also have to deal with many weaknesses, which I can do so through training and gaining more experience. While the threats cannot be ignored, I can improve my skills so that I reduce the effect of these threats. In terms of career objectives, I have created my goals using the SMART planning method. My specific goal is to reach management level in the next few years.it is a measurable goal and can be achieved through promotion or applying for a better position. This goal is achievable through proper training and skill improvement. It is realistic, given the demand for good managers nowadays. Lastly, it is time-bound, and I have set to achieve this within the next 5-10 years. Using this method, I have devised a plan for improving my skills and abilities, which will help me achieve my professional objectives. 
 In my career as a customer service representative, I have several professional aspirations. One of them is to ensure that I perform my duties to the maximum of my capability. I also want to create a better system for dealing with customers, which will make my job easier. The customer service market is quite competitive and relies on quality performance. Studies have shown that the majority of customer service departments have stricter quality controls as compared to other departments of the business (Wang et al., 2020). This is because these employees are actually representing the business in front of an employee. Customers who are dealt with in a professional manner are less likely to complain about the product or service. While there is a lot of scope in customer service, there is less so in certain sectors. There is also excess amount of people who qualify for many customer service jobs, which is why this field has a higher competition. In my sector, which is the transportation sector, there are many opportunities for growth. The transportation sector relies heavily on customer support and effective management. This means that there is a lot of scope for improving my managerial skills and leadership capabilities, which will benefit me on the job. 
[bookmark: _Toc80976702]Career ambitions and aspirations 
In the next 5 years, I have a definitive plan of going into management. Having a solid goal is the first step to achieving success. Many employees fall behind in their careers because they do not have a specific roadmap for improvement. This means that they are stuck in the same position for much of their career, which results in boredom and disinterest with work. Having a solid strategy for improvement is key to ensuring a better work experience. While I have started out as a customer support person, it is not that difficult to get into management. However, there are a few things that I have to complete before I can be considered for management. One aspect is personal development and training. By improving my managerial skills and capabilities, I can make myself in a position to achieve these goals. Similarly, by performing well on the job and existing leadership qualities in my current position, I will be able to improve my chances of being promoted to management. While there is no guarantee that I will be promoted in the next 5 years, striving for this goal will give me advantage over my co-workers and make me a more efficient employee. In short, even if I am unable to improve my position, I will certainly be able to improve my skills. 
[bookmark: _Toc80976703]Personal development plan 
My career ambition is to reach the highest level of my organization. However, going into management requires a certain skillset and ability. Managerial skills can be learnt and developed even if one is in a non-managerial position. In my personal development plan, I have created the objective to improve my managerial skills these skills include effective time management, effective communication, ability to lead and inspire and better soft skills. The understanding of the industry and knowledge of the processes of the organization is also crucial for managers. Therefore, my plan includes an investment in my personal skill development. I can do this through formal and informal training. Having a good mentor is essential in the development of leadership qualities. I will try to surround myself with people who are already successful and in higher positions. This will help me learn valuable skills which will be beneficial in achieving my professional goals. Furthermore, I can take additional courses to improve my current capabilities and job performance. By focusing on personal development, I will be able to achieve my career goals within the time frame that I have laid out.
[bookmark: _Toc80976704]Conclusion 
Having a plan and professional goals are essential to career development. Knowing one’s strengths and weaknesses is the first step to improving one’s skills and capabilities. In this role play and structured interview, I have realized the importance of planning for interviews as well as the level of competition that many people face in the job market. To stand out, one has to engage in continuous improvement and ensure that they work effectively in their current jobs. Having a good performance rate in one job is a positive point as it often leads to promotions and career progress. 
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Private & Confidential

Application for Employment

To ensure that you are able to complete the application form in full, please refer to the short-listing
criteria on the job description.

Po:

on Applied For | Customer Services

How did you learn Transport for London
about this vacancy?

Mr
Surname Hassan
Previous Name
Forenames Abbas
London
Address
Post Code
Telephone number Mobile No
E-mail address
National Insurance
Number
Do you hold a full, clean driving license valid in the UK? Yes No
Do you have the right to work in the UK without restriction? Yes X No
(Proof of right to work in the UK ID will be required)
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2. Employment History

The last 5 years employment should be detailed, including any gaps in employment.
Please continue on a separate sheet if required.

Current or Most Recel
Employment

Employers Name EE Limited
London
Address
Postcode
Job Title Customer Services Assistant
Dates of Employment From To Date
Jun 2012 Dec 2021
Reason for leaving Relocation Salary £25,000 p/a
Responsible for the planification and logistics of all markets, especially
Brief outline of main Latin American Market by managing and developing strategies to
responsibilities and key increase the quality of services. Also supervising Customer Service
duties department to improve clients' experience while using the platform

2. Employment History

The last 5 years employment should be detailed, including any gaps in employment.
Please continue on a separate sheet if required.

Current or Most Recel
Employment

Employers Name

Address

Postcode

Job Title

Dates of Employment From To
Reason for leaving Salary

Brief outline of main
responsibilities and key
achievements

Previous Employme

Employers Name

Job Title

Dates of Employment From To

Reason for leaving Salary
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Brief outline of main
responsibilities and key
achievements

Previous Employm:

Employers Name

Job Title
Dates of Employment From To
Reason for leaving Salary

Brief outline of main
responsibilities and key
achievements

Please continue on a separate sheet if required.

Formal Qualifications and Training & Development

ontinue on a separate piece of paper if required. You will be required to provide original qualification
successful

Secondary Education Qualifications

Name of Qualification Date Gained Level Grade Awarding
Body
UWTSD BA Business Management 2021 4 Merit —
(Included Cert in HE Skills for the Predicted
workplace
2003 B

Intermediate

Further/Higher Education
Qualifications

Name of Qualification Date Gained Level Grade Awarding
Body
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Professional Qualifications

Name of Qualification Date Gained Level Grade Awarding
Body

CPD / Training and Development

Brief description / course title Date Taken

4. Interests and hobbies
Please provide details of your hobbies / leisure activities / voluntary work

Through international travel, | have also developed a keen interest in different cultures and in
engaging with the international marketplace. I'm an open minded person with an international
mind-set. A few of my personal interests include travel, art, photography and fashion.
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5. Referencing
Referencing required for 2 full years (with a minimum of 2 references). At least 1 reference should be your

current of most recent employer. Please confirm any existing personal / family relationship with existing PRC
employees

References (Current or most recent
employer)

Name of Referee

Job Title

Employers Name

Address

Postcode

Telephone Number Ext. Number

E-Mail Address

Are you willing for this

referee to be approached Yes
prior to interview? D D

References

Name of Referee

Job Title

Employers Name

Address

Postcode

Telephone Number Ext. Number

E-Mail Address

Are you willing for this

referee to be approached Yes N
prior to interview? D D
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Please detail below reasons for applying for the position including your skills,
experience, and attributes.

TfL is a bigger organisation in public sector. | always wanted to work in the public sector to
excel within the organisation.

My work experience and education have allowed me to develop a strong work ethic, attention
to detail and excellent interpersonal skills. | work well both as part of a team and as individual
or on a freelance basis, with minimal supervision and instruction, even in situations of stress.
| am able to organize my own work, set priorities and take responsibility. | have good aptitude
for problem-solving, propensity to study, analysis and research.

Please specify how you meet the criteria for
My job experiences in customer service have helped me to develop my interpersonal skills
with people of different cultures and nationalities.

| believe that | have all of the necessary skills and qualifications to perform exceptionally well
in this role. | have many years of experience in a similar role and can be relied upon to

achieve the organisations aims and objectives.

Thank you for your attention to my application.
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7. Declaration

Please complete the following declaration and sign it in the appropriate place below.

| certify that:
« All the information given to me on this form is correct to the best of my knowledge
« All questions relating to me have been accurately and fully answered
» | possess all the qualifications which | claim to hold

Signed: Hassan Abbas Date: 10/08/21

Print Name: Hassan Abbas
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ROLEPLAY — QUESTIONS - Hassan

1. Tell me about yourself

o | am from Pakistan, currently working at EE as customer services assistant. | have plenty of
experience dealing with customers.
e | am also studying towards my Level 4

2. Why do you want to leave your current job?

* | want to progress within the organisation, whereas | don’t see many opportunities in my
current organisation.

3. What do you know about TfL?

o  One of the biggest organisations to work for.
*  Plenty of employee benefits
*  Opportunities to grow within the organisations

4. Give me an example where you think you have been customer focused.

e Once | was dealing with the customer at EE, where he was struggling to choose which mobile
phone he should go for. | stared asking him questions, e.g, Why he needs a smart phone,
what is the main usage of his phone, does he use it for watching youtube/videos, does he use
it for gaming.

He said he mainly use it for watching youtube or live streaming. | offered him the phone with
better display and long lasting battery. | manage to convince him by finding out his

requirements. He bought the phone and came back after few days and thanked me. He also
left me a good feedback

6. Give me an example where you have went an extra mile for a customer.

* There was an occasion where | was about to finish my shift. One customer came up to me
and | couldn't direct him to my colleagues as they were busy serving other customers. He
was getting overcharged on his monthly bill. It took me bit long to figure out why he was
getting overcharged, because | had to call the customer services to resolve this issue which
took me bit longer. Eventually | manage to resolve his issue, but | went over my shift time. |
believe that was me going extra mile for the customer

5. What are your salary expectations

* Although | was working at 25k before but | believe my skillset and experience deserves a
salary between 30k — 35k

6. Do you have any questions?
My Questions:
1. When can | expect an outcome on my application?

It takes 2-3 weeks for us to complete the hiring process for this position
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